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Highlights of the year 

Main achievements in 2017:  

Relevance and Impact  

1. Dealt with 2 181 new complaints; 

2. Opened 433 inquiries on the basis of complaints, including 63 in the public 

interest, and closed 348 complaint-based inquiries; 

3. Opened four strategic inquiries and launched eight strategic initiatives; 

4. Carried out a midterm review of the ‘Towards 2019’ Strategy;  

5. External stakeholders evaluated the Ombudsman's performance, resulting in a 

82% positive evaluation;  

6. Awarded the first ‘Award for Good Administration’ after having received 90 

submissions;  

7. Published a list of “Dos and Don’ts” for officials’ interactions with lobbyists;  

Visibility  

8. Saw a 16% rise in followers of the Ombudsman’s Twitter account compared to 

2016; 

9. Organised the annual ENO conference that dealt with the fallout for citizen rights 

from Brexit and increased populism in Europe; 

10. Hosted a stakeholder discussion on how the EU’s agencies can implement the 

highest ethical and transparency standards so as to protect themselves from 

reputational damage; 

11. Produced the second edition of the “Network in Focus” magazine ; 

12. Completed the preparatory work for the website overhaul; 

 

Efficiency 

13. Consolidated the implementation of the implementing provisions for case 

handling adopted in September 2016; 

14. Developed a Fast-Track procedure for complaints about public access to 

documents;  

15. Continued to exceed ambitious internal targets for the percentage of inquiries 

closed within 6 months and 18 months; 

16. Made further savings on the budget line for translations; 

17. Reached the ambitious target of no payments beyond 30 days;  

18. Successfully introduced the ARES document registration and management tool 

and several modules of the SYSPER HR management tool; 

19. Adopted a comprehensive and ambitious HR policy framework;  

20. Continued to enhance the training offer for the development of staff, including a 

compulsory training session on whistleblowing; 

21. Adopted a charter of good practice and a guide on ethics and good conduct for 

the Ombudsman’s staff; 

22. Adopted a decision on the prevention of harassment. 
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Introduction 

The Annual Activity Report (AAR) of the Principal Authorising Officer by delegation of 
the European Ombudsman is prepared in accordance with Article 66(9) of the Financial 
Regulation. 

The European Ombudsman’s Secretary-General and Principal Authorising Officer by 
delegation is ending her secondment to the office on 15 February 2018 and will take up a 
Director post at the European Commission. A procedure for selecting a new Secretary-
General is planned to be launched shortly. The timing of the present report has therefore 
been advanced to enable the outgoing Secretary-General to complete it before her 
departure. 

The AAR 2017 reports on the implementation of the Ombudsman’s Annual Management 
Plan (AMP) for 2017, which was the third AMP based on the Strategy Towards 2019 
adopted in November 2014 and reviewed in September 2017.  

The present AAR focuses on the organisational, administrative, budgetary and financial 
aspects of the Office's activities in 2017. Annex 1 contains detailed information on the 
breakdown and allocation of human resources available to the Ombudsman. The 
Operating Framework, which sets out our main processes is attached as Annex 2. The 
detailed report on the implementation of the budget in 2017 is attached as Annex 3.  

Outcomes of inquiries and achievements to improve good administration amongst the 
EU institutions, bodies and agencies, including events and outreach activities, are 
recorded in the Annual Report of the Ombudsman, which the Ombudsman will submit 
to Parliament in May. For ease of reference, the draft Annual Report for 2017 is annexed 
to this report (Annex 4) as is the report Putting it Right? – How the EU institutions 
responded to the Ombudsman in 2016 (Annex 5), which provides further information on the 
Ombudsman’s impact on the EU administration.  

https://www.ombudsman.europa.eu/en/cases/followup.faces/en/87679/html.bookmark
https://www.ombudsman.europa.eu/en/cases/followup.faces/en/87679/html.bookmark
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Part I: The structure and organisation of the 
Ombudsman's Office 

The Cabinet (CAB) works under the direct instruction of the Ombudsman. It advises and 
assists the Ombudsman to help ensure implementation of her vision, strategy and 
objectives. Cabinet members also liaise and represent the Ombudsman externally and 
draft speeches and articles on behalf of the Ombudsman. The Cabinet manages the 
Ombudsman's agenda, correspondence and records. 

The Secretary-General (SG) is responsible for the overall management of the office and 
for ensuring co-ordination and implementation of the Ombudsman's strategy. All Heads 
of Unit report directly to the Secretary-General. 

The Inquiries Units (IUs) deal with the complaints submitted to the Ombudsman. They 
conduct inquiries into alleged cases of maladministration, look for solutions, and draft 
decisions closing inquiries and special reports to the European Parliament. The IUs also 
propose and carry out technical inquiries through the Ombudsman's own-initiative power 
and deal with queries sent by other members of the European Network of Ombudsmen 
(ENO).  

There are six units dealing with inquiries. The following four units also have specific 
and/or additional responsibilities. 

The Strategic Inquiries Unit (SIU) oversees and coordinates an annual programme of 
own-initiative strategic inquiries in collaboration with the other IUs. It also engages with 
stakeholders in order to inform itself of relevant concerns in relation to possible 
maladministration. The Unit also represents the Ombudsman in the Article (33)2 
framework of the UN Convention on the Rights of Persons with Disabilities . 

Inquiries Unit 1 (IU1) also deals with the legal aspects of the Ombudsman's cooperation 
with the ENO and explores possibilities for synergies with the Counci l of Europe and the 
European Court of Human Rights in areas of common interest. IU1 also oversees the ICT 
Sector which is in charge of (i) ICT equipment and support, (ii) development and 
maintenance of applications, (iii) technical aspects of the Website, and (iv) ICT relations 
with the EP and other institutions. 

Inquiries Unit 2 (IU2) is also in charge of the Coordination of inquiries in the public 
interest. It ensures that such inquiries are consistent, convincing and in line with the 
Ombudsman’s strategic objectives and priorities. It is also responsible for developing further 
the strategy and outreach of the Ombudsman on key issues like transparency and public 
access to documents. This includes ensuring effective implementation of the new Fast -
Track procedure for dealing with public access cases.  

Inquiries Unit 5 (PMIU5) is also the Process Management Unit. In addition to dealing 
with inquiries, it deals with complaints that are outside the Ombudsman’s mandate. It is 
in charge of the functional management of the office’s case management system and its 
general records management system and the related implementation of the office’s 
records management and archiving rules. It is the lead service for dealing with 
applications for public access to documents and requests for information. It coordinates 
the office’s Knowledge Management Network for case handlers.  

The Communication Unit (COMM) supports the Ombudsman's objective of increasing 
the visibility of the office and co-ordinates the Ombudsman's relations with the European 
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Network of Ombudsmen. The Head of the COMM Unit is the spokesperson for the 
Ombudsman. The Unit is responsible for social media and media activities and for 
relations with other external stakeholders, for developing the Ombudsman's policy of 
reaching out to potential complainants and multipliers, for organising major 
Ombudsman events and for identifying messages to get across to the media and key 
events in which the Ombudsman should take part.  It also designs and produces the 
Ombudsman's publications and promotional material and is in charge of the editorial 
content of the website.   

The Personnel, Administration and Budget Unit (PAB) is responsible for all 
administrative matters related to the institution's personnel, human resources, and 
budget. Its HR sector deals with the drafting of HR policies, recruitment, management of 
individual rights, internal communication and training, buildings, office space and 
equipment and co-ordinates translation requests. Its Budget sector coordinates the 
preparation of the budget estimates and ensures that available resources are used 
economically and efficiently and in compliance with the applicable financial rules. The 
Unit also establishes and implements the appropriate internal control mechanisms and 
prepares information for the various budgetary control authorities. 

The Organisational Chart 
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Secretary-General 
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Inquiries Unit 4 
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Process Management & Inquiries  
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Peter Bonnor 

Strategic Inquiries Unit 
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Personnel, Administration & 
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Part II: Policy results 

The table and the scoreboard below show the results achieved by the office in 2017 on the 
basis of the priorities, actions and Key Performance Indicator (KPI) targets set out in the 
AMP 2017. 

The following sections provide an analysis of these results and further information on the 
activities carried out with reference to the main processes of the Operating Framework.  

1. Implementation of AMP 2017 actions 

The table below lists, in the first column, the actions under the headings used in the 
Strategy Towards 2019 and the AMP 2017. The second column indicates the state of 
implementation of each action. 

Actions under objective 1 - "Ensure relevance" 

We want to maximise our value to citizens and other stakeholders by focusing on key 

systemic issues that are most relevant to their interests and concerns.  

Action State of implementation Owner(s) Others 

directly 

involved 

1. Conduct a midterm review of 

the Ombudsman’s Strategy 

The review was conducted. Feedback 

from our external and internal 

stakeholders were taken on board in 

reformulating some of the Strategy 

priorities. 

SG ALL 

2. EO Award for Good 

Administration 

This action was completed 

successfully and an Award ceremony 

held in March 2017.  
COMM 

CAB 
PAB 

3. Further develop contacts with 

bodies at EU and national level 

concerning ethics, transparency 

and public integrity 

COMM drafted a list of such bodies 

and invited relevant bodies to the 

ENO conference. 

SIU: Contacts were built with the 

European Court of Auditors (through 

meetings and staff exchanges).  

IU2: Various events relating to 

transparency and ethics occurred. 

SIU 
IU2 

IU1 
CAB 
COMM 

4. Identify a relevant topic in the 

area of ethics on which to draft 

best practice guidelines for EU 

civil servants 

SIU identified 'Declarations of 

interest' as a possible topic and work 

is ongoing to develop best practice 

guidelines and/or a checklist.  

Several thematic papers (for ex. on 

fundamental rights and on award of 

tenders) and a practical guide on 

apologies were published on the 

Ombudsman’s website. 

SIU 
IUs 
CAB 

5. Carry out and analyse the The survey was conducted and COMM PAB 
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results of a joint EO/OECD-

survey of Ombudsmen offices on 

good governance and open 

government principles 

preliminary findings were presented 

at the ENO Conference (June 2017) 

6. Organise meetings with judges 

of the European Court of Human 

Rights (ECtHR) on relevant areas 

of ECtHR case law  

Target: 6 meetings 

Four such meetings were held with 

the Polish, Maltese, Swedish and 

Icelandic Judges.  

In December, all staff visited the 

ECtHR. 

IU1 IUs 

7.a  Explore the possibility of 

organising a workshop on 

lobbying transparency from a 

fundamental rights perspective 

with the participation of ENO 

and CoE  

7.b Explore how we can 

concretely use and promote each 

other’s work on lobbying in our 

respective networks (ENO, CoE 

members) 

Lobbying transparency was discussed 

in the ENO conference as part of the 

Open Government Project discussion. 

The EO also distributed her “Dos and 

Don’ts list”, a set of practical 

recommendations for public officials’ 

interactions with lobbyists. 

Internal reflection & talks with some 

ENO colleagues are ongoing.  

IU1 COMM 

 

Actions under objective 2 - Achieve greater impact 

Wa want to make a real difference to the quality of the work of the EU institutions by 

acting as a driver of change in key areas. 

Action State of implementation Owner(s) 

Others 

directly 

involved 

8. Develop our strategic work by 

reviewing how we conduct 

strategic inquiries and 

initiatives, including via joint 

inquiries within the office 

A draft paper that addresses this 

issue was produced in 2017. It will be 

finalised in 2018 and follow-up 

actions will be taken subsequently. 

SIU IUs 

9. Build on previous initiatives 

with DG COMP to raise 

awareness of ethical and public 

service principles among EU 

services that often interact with 

institutional stakeholders such 

as DG TRADE, DG ECFIN, DG 

EMPL, DG HOME 

Relevant initiatives and contacts 

were made with several DGs. This 

will be followed up in 2018 by 

offering presentations on the work of 

the EO to Commission DGs and the 

EEAS, possibly in the framework of 

lunchtime conferences. 

IU3 
IU1 

 

10. Assess the feasibility and 

opportunity of putting in place a 

Public Access ’toolkit’  

Subsequent to the adoption of the 

AMP 2017, the office learned that the 

Commission already maintains a 

collaborative and very resource-rich 

'knowledge management' site on 

IU2 IU1 
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public access to documents to which 

many other institutions and bodies 

have access. It was therefore deemed 

unnecessary to commit resources on 

this project, also taking into account 

the EO's recently much increased 

corporate approach to such matters.   

11. Submit an analysis to the SG 

regarding the relevance and 

usefulness of carrying out, 

possibly through outsourcing, a 

quantitative and qualitative 

assessment of references to the 

EO's work in relevant 

administrative decisions, reports 

of public bodies (e.g. EP), think 

tanks, judgments, journals and 

similar documents  

Following internal consultations with 

the heads of unit concerned and 

discussion with the Cabinet, it was 

decided to postpone this action due 

to lack of resources. 

 PMIU5 
SIU 
COMM 

 

Actions under objective 3 - Maintain high visibility 

We want to enhance our ability to influence. Public and institutional awareness of the 

Ombudsman needs to be stronger and deeper. 

Action State of implementation Owner(s) 

Others 

directly 

involved 

12. Overhaul the website 

(architecture, content, new 

features for complainants) 

The preparatory work was completed. 

The launch of the website is scheduled 

in the course of 2018.  

COMM 
IU1 

Website 
overhaul 
committee 

13. Produce a promotional video 

of the EO’s work 

The project was started in 2017 and 

will be completed in 2018. 
COMM PAB 

14. Upscale social media 

activities including more visual 

content, launching of Instagram 

account and account on the 

blogging platform Medium 

Instagram account and Medium were 

launched as well as more visualisation 

(photos, quotes, graphs). COMM  

15. Facilitate further cooperation 

between the Commission and 

the ENO concerning the 

application of EU law at 

Member State level, in 

particular through meetings 

with DG Environment and DG 

Justice, which are the main DGs 

for which the EO receives 

queries   

The Commission and the EO 

successfully organised a 

seminar/workshop on the application 

of EU law at MS level for the ENO on 

28-29 September 2017. 
IU1 COMM 

https://myintracomm.ec.testa.eu/sg/docinter/Pages/index.aspx
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16. Exchange best practices with 

ENO and other institutions 

through study visits and short 

term professional placements 

A staff member carried out a study 

visit (at the Finnish Ombudsman’s 

Office) 

Three staff members completed a 

professional placement (at Parliament, 

Court of Auditors and Court of Justice) 

A further study-visit at the 

Commissioner for Human Rights office 

(Council of Europe) is scheduled in 

early 2018. 

IU2 

PMIU5 

IU1  
COMM 
 PAB 

17. Adopt a comprehensive EO 

best practice manual on the 

handling of FOI requests 

The EO’s internal rules and guidelines 

on the handling of access to documents 

now follow internal best practice from 

the core business (case handling), for 

which the previous single-document 

handbook was transformed into a 

regularly updated list of rules, 

guidelines and sources for inspiration. 

Related additional material was 

produced in 2017, notably on the EO’s 

document redaction rules and 

practices. These were discussed with 

the EPDS, and significantly revised 

rules and guidelines were duly 

introduced in the last quarter of 2017.  

PMIU5 

 

 

 

Actions under objective 4 - Improve our efficiency 

We want to use our resources to achieve the best possible results.  

Action State of implementation Owner(s) 

Others 

directly 

involved 

18. Adopt and implement a 
comprehensive human 
resources strategy, including a 
policy on diversity and 360 
degree feedback 

The EO adopted the HR policy 

framework and several policies 

(promotions policy and career planning, 

implementation of Article 43 of the SR, 

prevention and protection against 

harassment). 

PAB SG 

19. Develop and set up 

quantitative and qualitative 

work performance indicators 

A harmonised set of qualitative 

performance criteria was agreed upon in 

the context of the 2017 appraisal process. 

The working group set up to evaluate the 

staff appraisal process may make further 

suggestions following the introduction 

of, and first experience with, the SYSPER 

appraisal tool ‘EVA’.   

PAB 
SG 
ALL 
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20. Further analyse and 

develop possibilities for 

outsourcing HR activities to 

corporate services (PMO) 

Due to delays in the implementation of 

some modules in SYSPER, the proper 

evaluation of the pros & cons, primarily 

regarding the residual workload, could 

not be analysed in 2017. It would 

therefore have been premature to 

conclude on the outsourcing of activities 

such as the calculation of individual 

entitlements. Progress in the 

implementation by the end of 2017 

should allow having a clearer picture as 

to the situation by the end of 2018. The 

tool used by the European Commission 

to manage missions (MIPS) offers 

significant advantages in terms of 

performance and regular updating. 

Using that tool implies a partial 

outsourcing of the process to the PMO. 

Implementation of MIPS was included as 

a 2018 AMP action. 

PAB  

21. Develop reporting for HR 

matters in order to provide 

periodically summarised 

information and performance 

indicators for the various 

activities of HR management 

EO is ready to start using HR reporting 

in Sysper subject to technical constraints 

to be addressed and resolved by the 

European Commission, as owner of the 

IT system. 

PAB  

22. Further develop 

professional training by: 

- adopting a training policy 

- organising regular 

individual meetings of staff 

members with the training 

coordinators 

- improving the information 

made available on the intranet 

- setting up a database to 

facilitate the planning, 

recording and reporting of 

professional development 

activities 

- work on drafting a learning and 

development policy is ongoing 

- individual meetings with staff members 

and the training coordinators took place 

in both working places, in addition to 

continuous bilateral communication with 

colleagues (COFOs) 

- COFOs provide relevant information on 

the Intranet and will participate in the 

redesign project of the Intranet organised 

by ICT 

- A test phase for EOlearn was launched 

in January 2018 and the tool is expected 

to be running for super-users shortly. A 

workflow still needs to be developed. 

PAB IU1 

23. Organise regular training 
sessions for case handlers on 
selected topics 

 Three training/information sessions to 

present cases, procedures and exchange 

best practices were organised in house. 

The Communication officer delivered a 

training session on clear writing. 

A Eurlex training was also carried out on 

both sites in cooperation with the 

PAB 
SG 
IUs 
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Council of Europe and the Publications 

Office. 

Several case handlers attended specific 

trainings offered by EIPA, ERA, EUSA. 

24. Introduce ARES and 
implement the EO’s decision 
on records management 

Ares is up and running and the number 

of registrations in Ares has increased 

slightly compared to the number in the 

office’s previous registration tool. PMIU5 

held best practice visits with some units. 

Agreement was reached on the novel 

rule of formally registering social media 

content.  

PMIU5 IU1 

25. Plan and prepare for the 

office's move to new EP 

premises in Strasbourg 

scheduled in April 2017, 

including management of ICT 

and physical archives 

The move was completed successfully. 

 

PAB 
IU1 
PMIU5 
ALL 

26. Analyse and improve the 

environmentally friendly 

performance of the Office 

Waiting for interinstitutional tenders to 

be finalised to get experts to work on the 

subject. 

PAB ALL 

27. Implement Secured Emails 

Systems (S/mime) 

The secured email system was 

introduced and will be rolled out to more 

staff in 2018.  

IU1  

28. Replace all PCs for final 

users. Integrate Surface 

tablets to EO network 

All staff have new PCs and the office 

tablets are now connected to the 

Network. 

IU1  

29. Migrate Sisteo to 

Sharepoint 2016 

This action has started and will be 

finalised in 2018. 
IU1  

30. Formulate and implement 

new Knowledge Management 

(KM) for case work, drawing 

on recent KM of EC covering 

information retrieval and 

delivery, collaborative 

working and knowledge 

sharing, best use of data for 

policy making, and culture of 

knowledge sharing. Include, 

as far as relevant, open data 

issues  

PMIU5 

- had its relevant staff trained to 

technically implement a KM site in the 

CMS;  

- joined the European Commission’s KM 

Network;  

- identified and trained an AD staff 

member to be principally in charge of 

KM;  

- launched the EO KM Network for cases 

and adopted the guidelines for case 

related KM at the EO. 

 

PMIU5 
SG 
IUs 
SIU 
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31. Historical archiving of all 

EO documents and data, 

adoption of detailed three-

year plan, covering 

operational, financial and 

technical issues  

Drawing on its inter-institutional 

partners and colleagues in the field of 

records management and archiving, and 

noting that Parliament had adopted a 

new framework contract with new 

partners for, among others, archiving, 

PMIU5 determined that the relevant step 

would be to conclude a contract with one 

of these professional partners with a 

view to introducing, in 2018, the first 

version of the EO’s historical archive. 

The contract was concluded in the last 

quarter of 2017.  

PMIU5  

32. Finalise the internal tool to 

manage recruitment and 

traineeship processes 

(Recruiteo) 

RecruitEO was already used several 

times in 2017 and has improved and 

accelerated the recruitment process. 
IU1 PAB 

33. Increase EU Court 

litigation knowledge and 

experience so that the Office 

increases its internal capacity 

for legal representation before 

EU Courts 

A case handler followed a one-week 

intensive training on Court litigation 

(ERA). Another case handler completed a 

two-month traineeship at the General 

Court. The Head of IU3 represented the 

Office in two court cases.  

IU3 IUs 
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1 Slight differences in KPI 2, 3 and 7a results compared to those published in the 2016 scoreboard are due to a change in the calculation method (cases considered are now all cases dealt with in the 

year vs cases received and dealt with in the year). This change was implemented for the sake of consistency with the Annual Report statistics.   
2 Breakdown by category of cases: within the mandate but inadmissible 12%, no grounds 2%, inquiries 17%, admissible but category not yet defined 3%. 
3 Due to IT outage of the EP in October 2017 and its consequences, 40 days of statistics are missing. To produce meaningful results for the year, we attributed the value of the average of all other days 

to the missing days. 
4 Breakdown by category of cases: outside the mandate 89%, within the mandate but inadmissible 85%, no grounds 74%, inquiries 84%.  

2. Scoreboard 2017 

 
Strategy 
objective Measurement Owner 

Targets 
for 2017 

Results achieved  
in 2017  

Results achieved  
in 20161 

KPI 1 Relevance Perception of our external stakeholders 

(rate of positive evaluation) 

COMM 70%  

 

82% 78% 

KPI 2 Relevance Percentage of complaints within the mandate PMIU 33%  34% 2 38%  

KPI 3 Impact Number of inquiries opened in public interest cases  

(complaints & strategic inquiries & strategic initiatives) 

PMIU/SIU 30 75 (63+4+8) 48 

KPI 4 Impact Compliance (previous year's results - composite indicator) 

4a - Overall compliance 

4b- Compliance in public interest cases 

SIU  

90% 

90% 

 

85% 

79% 

 

83% 

88% 

KPI 5 Visibility 

 

Media and social media activities (composite indicator) 

5a- Number of media articles 

5b - Engagement on Twitter 

COMM  

  3 300 

20 000 

 

2 323 

22 790 

 

  4 233 

21 277   

KPI 6 Visibility Web activities (composite indicator) 

6a- Visitors to the website 

6b - Advice given through the interactive guide to contact a member 

of the ENO 

IU1/COMM  

400 000 

  8 000 

 

 

451 0623 

8349 

 

400 113 

    8 472 

KPI 7 
 

Efficiency Handling of complaints and inquiries (composite indicator) 

7a- Proportion of cases in which the admissibility decision  is taken in 

one month 

7b- Proportion of inquiries closed within 6 months 

7c- Proportion of inquiries closed within 18  months  

PMIU/IUs  

90% 

 

50% 

80% 

 

86%4 

 

57%  

85%  

 

 69 % 

 

51% 

81% 

KPI 8 Efficiency Budget implementation (composite indicator) 

8a- Rate of budget implementation 

8b- Number of payments beyond 30 days 

PAB  

93% 

0 

 

93.9% 

0 

 

95.4% 

6  
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3. Core activities 

The Ombudsman’s work and achievements in relation to the core activities, including 
statistical data on complaints and inquiries, are described in detail in the Annual Report to the 
European Parliament for the year 2017, a draft version of which is enclosed with this report as 
annex 4. This section therefore only provides a brief overview of key developments and 
achievements, an analysis of the results in terms of the KPIs and cross references to relevant 
sections of the draft Annual Report. 

A. Proactive work  

Strategic inquiries and initiatives 

Strategic inquiries and initiatives constitute a key aspect of the Ombudsman's proactive work. 
These include own-initiative strategic inquiries aimed at addressing systemic issues within the 
EU administration and strategic initiatives, whereby the Ombudsman pursues important topics 
without necessarily launching an inquiry.  

As mentioned in Part I above, the operational entity in charge of coordinating and carrying out 
the Ombudsman’s proactive work is the Strategic Inquiries Unit.  

Detailed information on the topics of strategic inquiries opened in 2017 can be found in 
section 2, and relevant statistical data in section 4.1, of the Ombudsman’s Draft Annual Report 
for 2017. 

(i) Strategic inquiries 

In 2017, four strategic inquiries were launched relating to the accountability of Council 
legislative work, the Commission's management of 'revolving doors' situations concerning EU 
staff, the accessibility for persons with disabilities of websites and online tools managed by the 
Commission, and the arrangements that the European Medicines Agency has in place for 
engaging with individual medicine developers before the Agency receives applications for 
marketing authorisations from them ('pre-submission activities').. 

Moreover, in 2017, four strategic inquiries were closed. Those inquiries concerned issues such 
as the transparency of Commission’s expert groups, the Commission’s rules and practices to 
prevent possible conflicts of interest of Special Advisers, the timeliness and transparency in the 
Commission’s handling of infringement complaints under the ʹEU Pilotʹ,  and delays in 
chemicals testing.  

(ii) Strategic initiatives  

To complement the strategic inquiries, the Ombudsman pursued eight strategic initiatives to 
encourage EU institutions, bodies, offices and agencies to be as open, accountable, ethical and 
responsive to citizens as possible. The Ombudsman’s strategic initiatives in 2017 concerned the 
following issues: 

 Brexit transparency  

 ‘revolving doors’ situations concerning EU staff (implementation of Article 16 of the 

EU Staff Regulations in a range of EU institutions, bodies and agencies)  

 information provided by the Council to the public in relation to what is commonly 

referred to as the ‘EU-Turkey statement’  
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 the protection of children in migration and in returns  

 the improvement of the European Citizens’ Initiative procedure  

 the Commission’s and the Member States’ implementation of Article 28 (governing 

inspections) of Regulation 1005/2009 on substances that deplete the ozone layer (ENO 

parallel initiative) 

 the administration of the European Council  

In the context of her strategic work on the EU transparency register, the Ombudsman also 
published practical recommendations for public officials’ interaction with interest 
representatives.  

The European Network of Ombudsmen  

Although EU law and policies are increasingly important for the everyday life of citizens and 
residents of the Member States, very few European citizens have direct contact with the EU 
institutions. For the most part, it is the public authorities of the Member States that administer 
EU laws and policies. These authorities are supervised by national ombudsmen and similar 
bodies who are members of the Network, under the European Ombudsman's chair.  

The Network therefore allows the European Ombudsman to be relevant for, and have a 
positive impact on, the ability of large numbers of European citizens to enjoy their rights under 
EU law, including fundamental rights under the Charter.  

In practice and, where appropriate, the European Ombudsman advises complainants whose 
complaints are not within her mandate to contact the member of the Network best placed to 
deal with them. In some cases, the Ombudsman transfers the case directly to the relevant 
member of the Network.  

Furthermore, the query procedure allows members of the Network to send questions to the 
Ombudsman about complex EU law-related issues. The Ombudsman received six new queries 
in 2017. 

Finally, one of the strategic changes within the Network is to increase focus on parallel 
inquiries among interested ombudsman offices in areas of mutual interest. In 2017, the 
Ombudsman and the Network conducted one parallel inquiry (with the Dutch Ombudsman on 
the topic of freedom of movement) and the Ombudsman launched one strategic initiative 
which involved the Network (on the implementation of Article 28 (governing inspections) of 
Regulation 1005/2009 on substances that deplete the ozone layer). 

In June 2017, the Ombudsman organised, in Brussels, the second yearly conference that 
brought the entire Network together (96 offices in 36 European countries).  

In September 2017, the Ombudsman and the Commission jointly organised a workshop for the 
Network on the application of EU law at Member State level . 

Detailed information on the Network-related work is available in section 6 of the 
Ombudsman’s draft Annual Report 2017. 

B. Complaints handling  

Implementing provisions  

As explained in the AAR 2016, the Ombudsman’s revised implementing provisions entered 
into force in September 2016. 
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The evaluation, after a little over one year of experience, is that the new implementing 
provisions are producing the desired outcomes in terms of both efficiency and effectiveness. 

Caseload and KPI results5 

In 2017, the Ombudsman received 2 216 complaints compared to 1 839 in 2016; i.e. an increase 
of 20%.  

The overall number of new complaints dealt with in 2017 was 2 181, of which 751 were within 
the mandate, compared to 1 880 complaints dealt with in 2016 and 711 within the mandate. The 
number of complaints within the mandate has therefore increased by 5.5%. 

In 2017, the Ombudsman opened a total of 433 inquiries on the basis of complaints (245 in 
2016) and closed 348 such inquiries (291 in 2016). The steep increase in inquiries opened (+77%) 
and, to a lesser degree, in inquiries closed (+20%) is due mainly to the fact that, under the new 
implementing provisions, a number of cases which would have previously been classified as 
‘no grounds for an inquiry’, are now closed as ‘inquiries in which no maladministration was 
found’6. 

As regards the Key Performance Indicators, the result for KPI 2 (relevance: percentage of 
complaints within the mandate) is slightly beyond target.  

The results for two of the three components of KPI 7 (efficiency: composite indicator for 
handling of complaints and inquiries) are significantly above target. The proportions of 
inquiries closed within six months and 18 months are 57% and 85% respectively (targets: 50% 
and 80%). The third component, proportion of admissibility decisions taken within one month, 
has increased significantly from 69% in 2016 to 86% in 2017, and is thus much closer to the 
target of 90%.  

As explained in previous AARs, a process was put in place at the end of 2014, to identify, 
monitor and give visibility to complaint-based inquiries into public interest matters. The 
relevant KPI target (KPI 3 impact: number of inquiries opened in public interest cases) was 
largely exceeded (target: 30, result: 75). 

Information on the work on complaints and the outcome of inquiries is available in sections 2 
and 3 of the Ombudsman’s draft Annual Report for 2017. Relevant statistical data can be found 
in section 4. 

Impact, compliance and follow-up  

Every year, the Ombudsman publishes a comprehensive account of how EU institutions 
respond to the Ombudsman's proposals to improve the EU administration. These proposals 
take the form of solutions, recommendations, and suggestions. The compliance rate is key to 
measuring the impact and relevance of the Ombudsman's work. The report Putting it Right? – 
How the EU institutions responded to the Ombudsman in 2016, which is enclosed with the present 
report as annex 5, reveals that the EU institutions complied with the Ombudsman's proposals 
at a rate of 85% overall. The institutions reacted positively to 77 out of the 91 proposals that the 
Ombudsman made to correct or improve their behaviour in cases closed in 2016. There were a 
further 132 cases where the Ombudsman considered that the institutions had taken steps to 
improve how they work. The report provides a detailed breakdown of the compliance by 
institution.   

 

5The 2016 results mentioned here for comparative purposes may differ slightly from those published in the 2016 AAR. This is 

due to changes in the calculation method to ensure consistency with Annual Report statistics (see also footnote 1 above).  
6 If the information provided in a complaint is sufficiently detailed, the Ombudsman may decide to take a decision finding no 

maladministration without needing to contact the institution. 

https://www.ombudsman.europa.eu/en/cases/followup.faces/en/87679/html.bookmark
https://www.ombudsman.europa.eu/en/cases/followup.faces/en/87679/html.bookmark
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In the report, the Ombudsman notes that this year there are changes in the way we try to 
capture the impact of our work and in the way we present i t. The Ombudsman is pleased to see 
that the compliance rate remains high, slightly increased from the result achieved in 2015 
(83%). It is noted however that the Ombudsman's continuous impact on good administration is 
not necessarily reflected in compliance rates, as for some of her work, the impact cannot be 
measured in conventional ways.   

 C. Communication and outreach  

(i) Media and social media activities 

The high visibility of the Ombudsman in international media outlets and social media channels 
was maintained. Among the key topics covered were the inquiry into the ECB’s participation 
in the “Group of 30”, several important cases with the European Medicine’s Agency as well as 
the transparency of the Brexit negotiations.   

The results for the social media component of KPI 5 exceeded its target. In terms of online 
engagement on Twitter, we reached 22 790 mentions (target 20 000). The number of Twitter 
followers increased from 16 500 (end 2016) to 19 200 (end of 2017), a 16% increase. We attracted 
on average 11 366 views per month on our Twitter account.  

The KPI 5 results for media articles decreased, however, to 2 323 (target 3 300). This was 
mainly due to the fact that we did not have a comparable media interest as we had in 2016 
regarding the issue of ethics of a former Commission President (2  300 articles alone). However, 
we maintained excellent media coverage of the Ombudsman’s work. Particularly notewort hy 
were several very good in-depth portraits about the Ombudsman and her work in high-quality 
Brussels as well as EU media outlets. 

(ii) Outreach activities and events  

In addition to the annual Network of Ombudsmen conference mentioned in section 3A above , 
the Communication Unit organised two other major events. The first was the ceremony for the 
“European Award for Good Administration” in March. We received 90 nominations from most 
of the EU institutions and agencies. The overall winner was the Commission’s DG Health for 
developing EU collaboration in the sharing of vital information and expertise to help millions 
of Europeans suffering from rare diseases. 

The second event took place in October and was entitled: “EU agencies - How to manage the 
risk of reputational damage”. The panellists included high-level speakers from EFSA, ECHA, 
BEUC and the academia. The Ombudsman oversees good administration in all EU agencies, a 
role that has led to improvements in many areas, including more citizen-friendly public 
consultations; or a revision of rules covering proposals for testing chemicals. The discussion 
focused on how agencies can implement the highest ethical and transparency standards so as 
to protect themselves from reputational damage. 

 (iii) Publications  

The Ombudsman presented the Annual Report 2016 to the President of the European 
Parliament in May 2017. The report detailed, amongst other things, the Ombudsman’s key 
strategic inquiries (including into the transparency of trilogues); strategic initiatives (including 
Eurogroup and EIB transparency); the Ombudsman’s visit to Spain; and the cooperation with 
the European Network of Ombudsmen (ENO).  

The Communication Unit produced the second edition of the “Network in Focus” magazine, 
looking at how national ombudsmen deal with key issues. The contributions mostly focussed 
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on the themes discussed during the ENO conference in June - combating populism; Brexit and 
implications for EU citizens; and the ombudsmen’s role in strengthening open government.  

(iv) Website  

KPI 6 (visibility: composite indicator for Web activities) has two components. Both the results 
for the number of visitors to the website and the number of persons who had received advice 
through the interactive guide to contact a member of the European Network of Ombudsmen 
are beyond target. The preparatory work for overhauling the website was completed in 2017 
and the new website is scheduled to be launched in the course of 2018.  

4. Management Processes  

On 7 February 2017, the Ombudsman issued the 2017 Annual Management Plan (AMP). It was 
the third AMP to be based on the Strategy Towards 2019, which the Ombudsman adopted in 
November 2014. 

In March 2017, the Ombudsman’s Strasbourg-based offices moved to new premises in the HAV 
building. The removal was coordinated and carried out successfully with the assistance of the 
European Parliament. 

In June 2017, the office organised a major business continuity test for all staff on both working 
sites. The lessons learnt were implemented and the Business Continuity Handbook updated 
accordingly.  

In mid-2017, the Office carried out a review of the Towards 2019 strategy at midterm. The 
feedback gathered from external and internal stakeholders was taken on board in 
reformulating some of the strategy priorities. 

The annual risk assessment exercise was carried out. The first step of this exercise (input from 
staff) was carried out in September 2017 through an online survey that invited staff to give 
their perception of the 'effectiveness' of our processes. A report on the results of the survey was 
drawn up. The Secretary-General made her final assessment in October based on the above and 
further feedback from managers. 

Throughout 2017, the Secretary-General continued to hold weekly management meetings with 
the Heads of Unit to deal with all management and coordination matters.  

A weekly initial assignment and coordination meeting (IAC) and a meeting to discuss 
developments in inquiries in the public interest (PII meeting) also continued to be held at 
which new complaints were presented and developments in key inquiries discussed.  

Based on a recommendation by the internal auditor, the Secretary-General introduced an ICT 
coordination meeting with the Heads of the Communication Unit, the Personnel, 
Administration and Budget Unit, the Process Management Unit and Inquiries Unit 1 and ICT 
to discuss and coordinate all projects and actions that require ICT involvement.  

As a follow-up to the management team coaching exercise held in 2016, the Secretary-General 
organised a management team away-day to continue to promote and enhance team cohesion 
and cooperation with a view to achieving leadership effectiveness.  

During the year, the Ombudsman adopted a charter of good practice and a guide on ethics and 

good conduct for the Ombudsman’s staff. 

On 20 December 2017, the Ombudsman issued the Annual Management Plan for 2018.  
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5. Supporting processes 

A. Information management  

Information management is a collaborative task.  

Information management related to overall management objectives (such as for the annual 
management plan, including key performance indicators) and audits are initiated by the 
Secretary-General.  

Information management related to the objective of ensuring consistent and well -managed 
assessments in the Ombudsman's case handling is supervised by the Secretary-General and, in 
relation to inquiries in the public interest, coordinated by the PII Coordination Unit.  

Information management relating to administration, human resources and finance are under 
the responsibility of the Personnel, Administration and Budget Unit.   

Data management and data extraction from the case management system is taken care of by 
the Process Management and Inquiries Unit, which moreover has the overall task of promoting 
good records management keeping and practices within the Office and is the lead service for 
dealing with applications for public access to documents and requests for information.  

Towards the end of 2017, the office also introduced more in-depth audits and analyses of cases 
to ensure and promote best practices in case handling on the basis of lessons learned. The 
office has also set up a proper and permanent knowledge management network for its core 
business.  

The Ombudsman's Data Protection Officer (DPO) reports to the Secretary-General in relation to 
his function.7  

At the date of the present report, the EDPS is not dealing with any complaint against the 
Ombudsman.  

B. ICT  

The Office’s ICT activities in 2017 included the provision of new ICT equipment, the 
introduction of new software solutions, the integration of a new secured e-mail system to allow 
the encryption of e-mails, and the implementation of a new online recruitment form and 
associated new internal tool to deal with recruitment processes. Other key actions were the  
planning and management of the IT aspects of the move of the Strasbourg based staff to the 
HAV building and the integration of the Commission's tools Sysper and Ares within the 
European Ombudsman IT network. The Office also validated the accessibility of the website 
and obtained the Web Content Accessibility Guidelines (WCAG) 2.0 level AA label8. 

 

7 Decision of the European Ombudsman on the administrative assignment of the Data Protection Officer, 26 April 2013. 

8 (WCAG) 2.0 covers a wide range of recommendations for making Web content more accessible. Following these guidelines 

makes content accessible to a wider range of people with disabilities, including blindness and low vision, deafness and 

hearing loss, learning disabilities, cognitive limitations, limited movement, speech disabilities, photosensitivity and 

combinations of these (https://www.w3.org/TR/WCAG20/). 

 

https://www.w3.org/TR/WCAG20/
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C. Human resources and Administration  

Recruitments 

The European Ombudsman advertises vacancies to fill permanent positions with established 
officials from either within the Ombudsman's office (article 29(1)(a) of the Staff Regulations – 
SR) or by way of transfer (article 29(1)(b) SR). In 2017, one such candidate was recruited by 
way of transfer following a selection procedure. 
 
When no suitable established official is identified, the Ombudsman recruits candidates who 
have succeeded in competitions organised by the European Personnel Selection Office - EPSO 
(article 29(1)(c) SR). In 2017, two such candidates were recruited from an EPSO reserve li st 
following a selection procedure. 
 
The European Ombudsman also recruits temporary agents either on permanent or temporary 
positions.  
 
The Ombudsman may decide to fill a permanent post with a temporary agent (article 2(b) of 
the Conditions of employment of Other Servants of the European Union – CEOS) whenever she 
considers that a post should not, or could not, be filled on a permanent basis. Such situations 
may occur when a post is only vacant for a limited period of time due to the secondment of an 
official, for instance. It may also occur when the Ombudsman considers that a given task is 
limited in time and does not require a permanent appointment. Such appointments are 
preceded by selection procedures.  
 
One appointment of this kind took place in 2017. Two further appointments will take place in 
2018 following selection procedures organised in 20179, as well as a further one on a part time 
basis to complement the part time work arrangement of an official.  
 
Temporary positions in the Ombudsman's establishment plan are filled with temporary  agents. 
Such positions include five posts in the Ombudsman's cabinet, which the Ombudsman fills 
based on her needs. No such appointment in accordance with article 2(c) CEOS took place in 
2017. Other temporary positions in the Ombudsman's establishment plan are filled following a 
selection procedure which may either be internal or external to the institution. One 
appointment of this kind, in accordance with article 2(a) CEOS, took place in 2017.  

 
Finally, the European Ombudsman also employs contract agents selected from lists drawn up 
by EPSO or by other EU institutions. In 2017, the Ombudsman offered three contracts in 
accordance with article 3b CEOS. These involved a candidate recruited to replace a contract 
agent who left the office and two further candidates to reinforce the Complaints and Inquiries 
Units. 

Departures 

One contract agent left: she resigned before the end of her contract after having been offered a 
contract of an indefinite duration in another institution;  two officials were transferred to 
another institution; one temporary agent, a seconded national official, resigned after having 
been offered a new position in her Administration.  

Migration to the staff management tool SYSPER 2 

In January 2016, the Ombudsman signed a Service Level Agreement with the Commission 
concerning the use of SYSPER 2. All data concerning the organisation and career of the 

 

9 Since one of these appointments will start only in July 2018, an interim appointment on a short-term contract was made 

additionally from January-June. 
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institution’s staff was subsequently migrated and the Ombudsman started to use the Time 
Management Module of SYSPER 2 on 1 January 2017. A further module for the individual 
entitlements was made available in November 2017. Modules for HR reporting services and 
Staff Assessment are to be made available in 2018. 

D. Budget and Finance  

(i) Execution of the 2017 budget 

The appropriations available in the Ombudsman's budget for 2017 amount to EUR 10 905 441. 
Title 1 (Expenditure relating to persons working for the institution) amounts to EUR 8 689 841. 
Title 2 (Buildings, equipment and miscellaneous operating expenditure) amounted to EUR 1 
674 300. Title 3 (Expenditure resulting from special functions carried out by the institution) 
amounts to EUR 541 300. 

The detailed report on the implementation of the budget is attached to the present report as 
Annex 3. 

The following table shows expenditure in 2017 in terms of appropriations committed and paid 
(in Euros). 

Title 

Initial  

budget 2017 

Final  

budget 201710 Committed  

Paid  

 

Title 1  8 689 841 8 520 741 7 916 299.20 7  855 955.59 

Title 2 1674 300 1 855 300 1 824 905.47 1 316 719.90 

Title 3 541 300 529 400 500 096.75 227 285.25 

Total 10 905 441 10 905 441 10 241 301.42 9 390 960.74 

 
The implementation rate (including appropriations carried over from 2017 to 2018) is 93.9 % 
(compared to 95.4 % in 2016). Of the total appropriations, 86.2% were paid (compared to 85.9% 
in 2016). 

The slight decrease in the implementation rate is the result, to a large extent, of underspending 
of the budget line for European Schools following the unexpected departure of some students 
and significant amounts thus returned to us by the European Commission. 

Furthermore, 93.85 % of the appropriations carried over to 2017 from 2016 were used 
(compared to 84.5 % in 2016). 

In the following table, all totals are cumulative.  

Indicators 

Target  

2017 

Q1 

 

Q1+Q2 

 

Q1-Q3 

  

2017 

 

(2016) 

 

F1: Percentage of budget 

implementation 

Total : 93 % 85.7 % 85,9 % 87.4 % 93.9 % (95.4 %) 

F2: Number of 

operations paid over the 

30-day time limit 

 Total : 0 0 0 0 0 (6) 

 

10 After transfers. 
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The average time for payment of invoices from private providers of goods and services was 
12.90 days (13.97 days in 2016). 

(ii) Transfers 

During 2017, one modification of the establishment plan and seven transfers between budget 
lines were necessary. These modifications of the initial budget are presented in detail in the 
annexed 'Report on budgetary and financial management for the financial year'  (Annex 3). 

The total amount transferred was EUR 265 950 (2.44 % of total appropriations for 2017). 

(iii) Procurement 

Eight low-value contracts not exceeding EUR 60 000 were awarded following procurement 
procedures launched in 2017.  

(iv) The 2018 Estimates 

Estimates for the year 2018 were sent to the Commission, Parliament and the Council on 30 
March 2017. 

Total appropriations for 2018 are EUR 10 837 545; i.e., a decrease of EUR 67 896 or 0.63 % 
compared to the budget for 2017.  Title 1 (Expenditure relating to persons working with the 
institution) amounts to EUR 8 644 061. Title 2 (Buildings, equipment and miscellaneous 
operating expenditure) amounts to EUR 1 727 184. Title 3 (Expenditure resulting from general 
functions carried out by the institution) amounts to EUR 466 300. 
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PART III. Efficiency, economy and internal control 
measures 

1. Efficiency and economy  

Further efforts were made in 2017 to reduce translation costs primarily linked to the 
production of publications. On this item, compared to 2016, the Ombudsman continued in 2017 
to make some savings by reducing the translation expenses by 11% (from EUR 293 000 to 
EUR 263 000). However we have reached a threshold below which it will be difficult to go in 
the future. 

The 2018 budget, prepared in 2017, makes thorough reductions in discretionary expenditure 
under Titles I, II and III of the Ombudsman's budget. In spite of a substantial increase in rent 
payable to the European Parliament, total expenditure of the Ombudsman's budget is planned 
to be EUR 36 280 below the corresponding amount for 2017. 

The following table shows the budget lines where reductions were made: 

 

Title I Budget 2017 APB 2018 +/- in €/2017 +/- in %/2017 

A-1 0 0 Salaries, allowances and 

payments related to salaries 

436.880 434.700 -2.180 -0,50% 

A-1 2 0 0 Remuneration and allowances 6.915.883 6.910.883 -5.000 -0,07% 

A-1 6 1 0 Expenditure on recruitment 10.000 5.000 -5.000 -50,00% 

A-1 6 5 0 European Schools 255.000 210.000 -45.000 -17,65% 

Total A-2 7.617.763 7.560.583 -57.180 -0,75% 

 

Title II Budget 2017 APB 2018 +/- in €/2017 +/- in %/2017 

A-2 3 0 0 Stationery, office supplies 

and miscellaneous  

14.000 11.000 -3.000 -21,43% 

A-2 3 0 1 Postage on correspondence 

and delivery charges 

7.000 5.000 -2.000 -28,57% 

Total A-2 21.000 16.000 -5.000 -23,81% 

 

    

Title III Budget 2017 APB 2018 +/- in €/2017 +/- in %/2017 

A-3 0 2 Reception and representation 

expenses 

7.000 3.000 -4.000 -57,14% 

A-3 0 3 Meetings in general 81.000 50.000 -31.000 -38,27% 

A-3 2 1 0 Communication & 

publications  

219.000 179.000 -40.000 -18,26% 

Total A-3 307.000 232.000 -75.000 -24,43% 
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2. Management and follow-up of controls  

(i) Recommendations from the Internal Auditor 

Internal Audit Report 17/01 - The Internal Auditor's Annual Report for 2016 

The Internal Auditor's annual report for 2016 audit concluded that, subject to full 
implementation of the agreed action plan on Business Continuity Management, the 
Institution's risk management, control and governance systems are effective and efficient and 
provide reasonable assurance of attaining its control objectives on a consistent basis. 

Internal Audit Report 17/02 - Transversal follow-up of open actions from Internal Audit 
Reports 

In its report, Internal Audit concluded that in relation to the open actions on the Audit of 
Business Continuity Management (BCM), it has been able to reassess the remaining exposure 
to residual risk from “Significant” to “Moderate” in respect of the action that fell due on 30 
June 2017 (formally assign responsibilities for BCM coordination). The remaining three actions 
from the audit of BCM (Phase 2) will be assessed during the 2018 transversal follow-up. 

Internal Audit Report 17/03 - Audit of the individual entitlements of staff  

In its report, Internal Audit made two recommendations to be implemented by 30 June 2018 
(periodic verification of personal data of staff members and cross-checking of personal data 
with European Institutions) and two recommendations to be implemented by 31 December 
2018 (improve the documentation of decisions on granting the expatriation allowance and 
enhanced cooperation on doubtful specific cases with a “reference” European institutions). The 
office will implement these recommendations in 2018. Implementation will be assessed by 
Internal Audit in the framework of its regular transversal monitoring process. 

(ii) Observations from the Court of Auditors  

In the framework of the Statement of Assurance (SoA) 2016, the Court of Auditors indicated in 
its annual report that the audit did not give rise to any observations as regards the European 
Ombudsman.  

(iii) Follow-up of recommendations from the Committee on Budgetary Control in the 

framework of the discharge procedures  

2015 discharge  

On 27 April 2017, Parliament adopted the discharge decision for the 2015 budget11. The 
relevant observations it contained are set out below in italics and the Ombudsman’s responses 
in the text boxes. 

Point 3. Stresses that the Ombudsman’s budget is purely administrative and amounted in 2015 to 

EUR 10 346 105 (EUR 9 857 002 in 2014); stresses, however, that introducing PBB should not apply 

only to the Ombudsman’s budget as a whole but should also include the setting of specific, measurable, 

attainable, realistic and time-based (SMART) targets to individual departments, units and staffs’ 

 

11 European Parliament decision of 27 April 2017 on discharge in respect of the implementation of the general budget of the 

European Union for the financial year 2015, Section VIII – European Ombudsman (2016/2158(DEC)). 
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annual plans; in this respect, calls on the Ombudsman to introduce the PBB principle more widely in its 

daily operations; 
 

The European Ombudsman acknowledges the request of the CONT Committee and will 

endeavour to allocate resources to introduce PBB more widely in the coming years.  

 

Point 4: Notes that of the total appropriations, 92.32 % were committed (compared to 97.87 % in 2014) 

and 86.19 % paid (compared to 93.96 % in 2014), with a utilisation rate of 92.32 % (compared to 

97.87 % in 2014); notes that the utilisation rate continued to decrease in 2015;  

 

In 2016, the implementation rate increased to 95.40%. 

The Ombudsman would like to underline that the salaries of the staff represent a prominent 

part in the institution’s budget. Variations which are not within the Ombudsman’s remit, such 

as the yearly adjustments of salaries and weightings can have a disproportionate impact on the 

overall utilisation rate.  

 

Point 6. Acknowledges that the Ombudsman is a frontrunner in transparency among the Union 

institutions; calls, nevertheless, for further improvement of the transparency of recruitment conditions 

and processes; asks the Ombudsman to indicate the principal adviser’s tasks and to clarify his or her 

position in the organisational chart; in light of the changes before adoption of the organisational 

structure of the institution in November 2015, asks the Ombudsman to ensure that an updated version 

of its organisational chart is available on its website;  

 

The Ombudsman systematically publishes notices of vacancies or calls for expression of 

interest in selection procedures. During the selection process, candidates are regularly 

informed and, whenever they apply for it, candidates are provided with detailed reasons fo r 

the decisions taken during the selection process regarding their application.  

The organisational chart of the Ombudsman’s office is available in the following section of the 

website: http://www.ombudsman.europa.eu/en/atyourservice/team.faces. This section is kept 

up-to-date. 

In November 2015, the Ombudsman decided to create a flatter structure in her office, by 

reducing the top management from three posts to one post, namely the Secretary-General. The 

two remaining Director posts were used for different, non-managerial assignments, one of 

which included highly specialised legal advice to the Secretary-General. Hence the 

transformation of the post of Director into the post of a Principal Legal Advisor. The Principle 

Legal Advisor to the Secretary-General is, since 2016, seconded in the interest of the service to 

the Court of Justice of the European Union, which pays his salary. The position is therefore not 

available in the Ombudsman’s organisation chart.  

 

Point 7: ... is concerned about the "internal revolving door" between the Ombudsman and the other 

institutions which might be under scrutiny of the Ombudsman or between the other institutions which 

might be scrutinising each other's work; calls on the Ombudsman to analyse the situation and to work 

out rules in order to avoid conflicts of interests if it considers it to be necessary;  

 

The Ombudsman has been constantly aware of this issue, and in addition, has adopted a 

further guide on ethics and good conduct on 5/07/2017, which deals, among other things, with 

the issue of internal ‘revolving doors’. Its section on conflicts of interest provides the following:  

“As a rule, staff members may not, during the performance of their duties, deal  with any 
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matter in which they have a direct or indirect personal interest that may compromise their 

independence and, by extension, the Ombudsman’s  interests. 

In addition, staff members should take the initiative of informing their  hierarchy immediately 

of any potential issue giving rise to a conflict of interest. A staff member should thus 

communicate to the administration any situation where they believe that a conflict of interest, 

or an appearance of a conflict of interest, has arisen and take measures to avoid such situation 

occurring in the first place. To implement this proactive approach, for example, a staff member  

needs to declare all interests when joining the Ombudsman’s Office, so as to  allow the 

hierarchy to allocate to the staff member tasks which have no connection with those interests. 

In case of doubt, staff members may obtain the advice of someone not directly  involved and/or 

contact the Ethics Officer(s). 

Furthermore, in addition to the general obligation under the Staff Regulations,  staff members 

may not, for a period of one year following their recruitment, deal with a complaint or inquiry, 

or a tender or other procedure, in which they were involved or had a direct or indirect interest 

in their previous employment. 

Again, in addition to the general obligation under the Staff Regulations, any incoming staff 

from other EU institutions, bodies, offices or agencies who draft,  or are part of the approval 

circuit for inquiries, must not, for one year, deal with cases involving their former DG, 

department, division or equivalent. This ‘cooling off period’ on cases is two years for senior 

staff (i.e. Directors, Secretary-General, and Head of Cabinet).” 

 

Point 9. Acknowledges the key role that the Ombudsman played in the process of introducing internal 

rules for the protection of whistleblowers under Article 22(a) to (c) of the Staff Regulations in the Union 

institutions by the end of 2015; asks the Ombudsman to monitor the implementation of those rules on 

an ongoing basis and to evaluate whether they provide appropriate protection for Parliament’s 

accredited parliamentary assistants; 

 

By its very nature as a complaint-handling body, the Ombudsman can monitor the 

implementation of the institutions’ internal rules on whistleblowing by inquiring into relevant 

complaints that she receives. The Ombudsman is one of the bodies mentioned in Article 22b of 

the Staff Regulations to whom a whistleblower may choose to disclose information.  

The importance of the new provisions introduced in Article 22(c) of the Staff Regulations is 

evidenced by the Ombudsman’s experience in dealing with complaints from whistleblowers. 

Most cases dealt with by our office in this area come from individuals who allege that they 

have not been taken seriously enough, that their administration has not adequately followed 

up on their reports, that they have not been kept informed of any follow up action (in other 

words, they have no feedback as to whether they were right to blow the whistle in the first 

place or not) and that they have faced retaliation.  

With the rules and policies on whistleblowing now in place in the EU administration, the 

Ombudsman continues to reflect on whether more proactive work is required on her side.  

 

Point 10. Encourages the Ombudsman in its preparation of rules on the prevention and fight against 

harassment; 

 

The Ombudsman adopted internal rules on the prevention and fight against harassment in 

December 2017. 

 

Point 11. Acknowledges the importance of the Ombudsman’s strategic and own initiatives and invites 

the Ombudsman to inform the discharge authority regularly about the impact of its inquiries; reiterates 
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that the Ombudsman’s first priority should be to address complaints from citizens within a reasonable 

time frame; asks the Ombudsman to interpret maladministration as widely as possible when performing 

its duties and to develop closer cooperation with Parliament’s Committee on budgetary control in its 

strategic work;  

 

As regards informing the discharge authority regularly about the impact of its inquiries, the 

Ombudsman’s Annual Report and the ‘Putting it Right’ report (how the institutions complied 

with the Ombudsman’s recommendations) together provide a comprehensive account and 

analysis of the Ombudsman’s work and impact. Both reports are sent to the EP and published 

on line. They were also attached to the Annual Activity Report for 2016. The Ombudsman also 

regularly circulates her ‘MEP newsletter’ to all Members with up-to-date news of her activities, 

and her staff regularly keep Members informed of the outcome of her work.  

In terms of developing closer cooperation with Parliament’s Committee on budgetary control 

in its strategic work, the Ombudsman welcomed the opportunity to address the Committee 

several times already, for example to present the outcome of her inquiry into Commission 

Special Advisors. She would be happy to do so on a more regular basis in future.  

Dealing with complaints from citizens in a timely manner remains the Ombudsman’s first 

priority. The Ombudsman has, in this context, made significant progress in continuously 

reducing the time needed to process complaints and to complete complaint-based inquiries. 

The Ombudsman is examining ways to make further progress, with limited resources available, 

including by way of speeding up the processing in cases where timely resolution is important. 

In this context, a Fast-Track procedure to deal with access to documents complaints has been 

implemented since September 2017. 

 

Point 12. Acknowledges the new definitions of public and non-public interest introduced by the 

implementing provisions for sorting the incoming complaints; asks the Ombudsman to in form the 

discharge authority as to how those definitions affected its performance;  

 

The effect of considering that a case is in the public interest implies that: 

-  the Ombudsman may ask an institution to deal with the inquiry steps more quickly (requests 

for replies); 

- the Ombudsman may ask the institution to reply to a proposal for a solution more quickly;  

- the Ombudsman can make greater efforts to inform the public about the case;  

- the Ombudsman will make greater efforts to keep Parliament informed about the case; 

- the Ombudsman may ask more senior staff to dedicate more time to such cases so as to ensure 

that the outcome of the case is optimal.   

The process is made possible by the overall enhancement of the efficiency and effectiveness of 

all case handling, which frees up enough resources for reinforcing the handling of cases that 

affect the wider public the most. Thus, the increased focus on inquires which are “in the public 

interest” does not give rise to any reduction in the efficiency and effec tiveness of other 

inquiries. 

 

Point 14. Notes the results achieved in the complaints handling in 2015 and welcomes the fact that the 

Union institutions complied with the Ombudsman's proposals at a rate of 90 %; calls on the 

Ombudsman to provide a breakdown of compliance of the Union institutions with its proposals in its 

annual activity reports; asks the Ombudsman to provide an analysis of the possible reasons of non -

compliance and asks the Union institutions to improve their compliance rate further;  

 

The “Putting it Right” report, which provides an analysis of how institutions complied with the 
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Ombudsman’s recommendations and a breakdown per institution, was attached to the 2016 

AAR.  

In terms of the reasons for non-compliance, these were included in the detailed analysis of the 

responses to the Ombudsman’s remarks, recommendations and proposals annexed to the 

“Putting it Right” report. By way of example, the 2015 report contains examples of cases in 

which the institutions (i) continued to contest the Ombudsman’s finding of maladministration, 

(ii) reiterated the same unconvincing arguments submitted in the course of the Ombudsman’s 

inquiry, (iii) disagreed with the Ombudsman’s legal analysis, (iv) refused to acknowledge 

wrongdoing. 

 

Point 16. Regrets, however, the clear geographic imbalance at middle and senior management level, and, 

in particular, the overrepresentation of managers emanating from the Member State of which the 

Ombudsman is a national; calls on the Ombudsman to ensure a sustained correct ion of this situation; 

 

The number of managers from the Ombudsman’s Member State is three  from ten managers in 

the Office. Two of the three occupied managerial positions in the Office for many years before 

the election of the present Ombudsman and are officials. The third manager is her head of 

Cabinet and joined at the beginning of her mandate. It is difficult therefore to envisage this 

situation changing in the near term. 

 

Point 17. Notes the Ombudsman’s plan to comply with the inter-institutional agreement to reduce staff 

by 5 % over a period of five years and asks to be informed on how that reduction matches the 2016 

estimates to create five new posts; 

The Ombudsman has achieved the required 5% reduction. 

The estimates referred to were amended in the consolidated version of the estimates formally 

presented by the European Commission to the budgetary authority for 2016. The final version, 

which was the one discussed by Council and Parliament and ultimately adopted, foresaw the 

reduction of the establishment plan by one AST (assistant) post and the replacement of a 

Seconded National Expert in charge of disability by a more permanent Disability and 

Fundamental Rights Officer on a newly created AD (administrator) post. Although the overall 

number of staff in the establishment plan remained unchanged, the aforementioned operation 

resulted in the net decrease of one member of staff.  

 

Point 18. Is concerned about the two complaints made to the European Data Protection Supervisor 

against the Ombudsman in 2015 and asks for details of those complaints to be provided to Parliament’s 

Committee on Budgetary Control; 

 

The first complaint to the EDPS concerned the EO's refusal to give access to personal data 

concerning the complainant contained in a complaint to the EO. The EO re-evaluated her 

position on the basis of the EDPS' request and released the data.  The EDPS then closed the 

case. 

The second EDPS complaint concerned own-initiative inquiry OI/2/2014/PD. In its decision, the 

EDPS held that when publishing her decision in the inquiry, the Ombudsman should omit 

personal data such as the name and surname of the person concerned by the inquiry. The 

Ombudsman complied with this view in her decision.  

The Ombudsman’s Office is, in close cooperation with the EDPS, reviewing the Office’s 

procedures for handling personal data of third parties in complaints and inquiries. At the date 

of the present report, the EDPS is not dealing with any complaint against the Ombudsman.  
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Point 19: Welcomes the consistent application of the Eco-Management and Audit Scheme (EMAS) 

rules, the dematerialisation of documents, the creation of a permanent green mobility scheme and the 

use of video conferencing for meetings; encourages further application of the principles of green public 

procurement and calls on the Ombudsman to establish rules and a budget for carbon offsetting;  

 

The Ombudsman takes note of the request and will explore how best to implement it. 

 

Point 20: Welcomes the Ombudsman’s clarification for the absence of a building policy, as its services 

are hosted by Parliament, and asks to be informed of any developments or changes with regard to the 

current situation; 

 

The Ombudsman’s cooperation with the European Parliament as far as the institution’s 

premises are concerned have proven to be very effective since 1995.   The Ombudsman does not 

consider it necessary to radically change the long lasting cooperation in this field and is 

pleased to report about a recent consolidation of the modalities agreed by Parliament and the 

Ombudsman as far as the allocation of office space is concerned. A new Memorandum of 

Understanding, which provides for clearer and updated provisions was signed. 

 

Point 22: Expects the Ombudsman to continue to strive for consistent quality in its annual activity 

report and asks the Ombudsman to provide a comprehensive annual impact report, which is an 

important tool for the assessment of its work; 

The Ombudsman’s Annual Report and the ‘Putting it Right’ report (how the institutions 

complied with the Ombudsman’s recommendations) together provide a comprehensive 

account and analysis of the Ombudsman’s work and impact. Both reports are sent to the EP 

and published on line. They were also attached to the Annual Activity Report for 2016. 

Similarly, the draft Annual Report for 2017 and the latest ’Putting it Right’ report are attached 

to the present report as annexes 4 and 5. 

2016 discharge 

At the time of the drafting of this report, the European Parliament's decision on discharge in 
respect of the implementation of the European Union general budget for the financial year 
2016, Section VIII - European Ombudsman, was not yet available.  

(iv) Management of the internal control systems  

In July 2017, the Ombudsman adopted a decision revising the internal controls of the office to 
take account of the changes that have occurred in the organisational structure and operations 
of the office since the standards were last updated. 

The AMP for 2017 identified a number of actions to reinforce the effectiveness of our internal 
control standards. These actions and their outcome are reflected in the table below. 
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Internal  

control standard 

(ICS) 

Effectiveness 

requirement/criteria 

Planned actions to 

improve or develop 

controls 

Outcome 

ICS 1-Ethical and 

organisational 

values 

The midterm review of the 

Strategy provides an 

opportunity to review and 

redefine the core principles 

that guide our activities 

Develop and adopt 

an internal charter of 

good practice 

This action was 

completed. 

ICS 4 - Staff 

evaluation and  

development 

The staff appraisal should 

be reviewed to ensure 

continued objective, 

timely, useful and 

consistent assessments  

Review the staff 

appraisal procedure 

with a view to 

harmonising the 

assessment criteria 

and streamlining the 

process.  

This action was 

completed. 

Additionally, the 

SYSPER module for 

staff evaluation was 

introduced in January 

2018. 

ICS 10  Business 

Continuity 

The Internal Auditor made 

a number of 

recommendations in 2016 

to help ensure the 

effectiveness of our 

business continuity 

processes 

Designate a business 

continuity 

coordinator and 

correspondents in 

operational entities, 

train staff, test and 

further reinforce our 

business continuity 

processes, if needed.  

These actions are 

ongoing. A business 

continuity coordinator 

and correspondents in 

the operational entities 

were identified. A 

major continuity test 

was organised. Testing 

and training are actions 

that will continue to be 

planned and carried out 

on a regular basis.  

ICS 15 - 

Evaluation of 

internal control 

standards 

The ICS should be 

reviewed to take account 

of procedural and 

organisational 

developments that have 

taken place since the last 

revision in December 2011 

Review the internal 

control standards 

This action was 

completed. 
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3. Overall assessment of the costs and benefits of controls  

The Ombudsman’s Office has assessed the cost-effectiveness of the control system and reached 
a positive conclusion, although the benefits of controls are mostly non-financial. 

Costs 

Costs of controls mostly consist in staff costs. An estimated EUR 51 457 were invested in 
controlling financial operations of a total value of EUR 10.11 million in 2017, including 
payments of invoices, reimbursement of mission expenses, salaries and individual allo wances. 
For procurement procedures, an estimated amount of EUR 4 279 was invested in controlling 8 
procedures for contracts of a total value of EUR 89 500.  

 

Type of controls 

Full-time 

equivalent Annual cost (EUR) 

Ex-ante controls 0.8 51 457 

Ex-post controls tbd tbd 

Procurement procedures 0.05 4 279 

TOTAL 0.85 55 736 

Benefits 

While it is possible to estimate the costs of the control processes, it is more difficult to quantify 
all the benefits of the errors prevented and detected. Financial benefits  mainly consist in 
occasional ex-post recovery of mission expenses and in ex-ante detection of errors in financial 
operations. 

The benefits of controls are mostly non-financial and cover compliance with legal obligations 
(art. 66.5 of the Financial Regulation), deterrent effect and improvement of procedures. 
Extensive ex-ante controls ensure the respect of the four eyes principle and add an element of 
security to decisions taken by the authorising officer. The ex-ante verifier also monitors new 
developments in regulations and plays an advisory role to the financial team.  

For procurement procedures, considering the complexity of these activities and the limited 
number of contracts awarded every year by the Ombudsman, systematic operational and 
financial verifications are necessary to prevent the risk of reputational damage and avoid 
litigation. 

How to improve the cost-benefit ratio of controls 

The table below shows the indicators which were put in place since last year to monitor the 
efficiency of controls for financial operations: (i) average cost of controls per financial 
transaction12, (ii) number and percentage of errors prevented (ex-ante control)13, (iii) number of 
errors corrected (ex-post control) and iv) number of errors prevented for procurement 
procedures. The evolution of these indicators should be analysed over time.  

 

 

12 Overall cost of controls divided by the number of authorised payments. 
13 Number of errors prevented divided by the number of authorised payments. 
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Type of controls Indicator 2015 2016 2017 

Ex-ante and ex-post 

controls on financial 

operations 

Cost of controls per transaction 

(EUR) 

44 43 41 

Number of errors prevented (ex-ante) 

% of errors (ex-ante) 

177 

15.5% 

       102 

     9.03% 

123 

9.69% 

Number of errors corrected  

(ex-post) 

1 0 tbd 

Procurement procedures Number of errors prevented  

(ex-ante) 

n/a n/a 0 

In our previous assessment of the costs and benefits of controls, we had announced that we 
would launch a review of our ex-ante control procedures in 2017 in order to improve their 
efficiency and effectiveness and to focus controls on the more risky areas. Due to some projects 
having not reached the required maturity (Sysper) or still being at the reflection stage (MIPS), 
this review could not be performed. An analysis of the main risks associated with the amount 
of the financial operations, in order to adapt the type and frequency of controls (ex. 
reimbursement of mission expenses), will be performed in 2018. 

Furthermore, due to the departure, in December 2017, of the staff member who was in charge 
of the functions of ex-post facto verification, we were not able to perform ex-post controls to 
verify operations already approved following ex-ante controls and to include the relevant 
results in this report. The ex-post control of financial operations as regards the financial year 
2017 will be launched once we have identified and designated a staff member who can 
combine both the necessary skills and the independence from the financial circuit.  

 

The ex-ante controls in the procurement procedures carried out in 2017 did not reveal any 

mistakes of a substantial nature but rather clerical ones,  such as typos, missing documents in 

the invitation letters to contractors, or lack of signature of the contractor in the order form. 

4. Whistleblowing and investigations by OLAF  

The Secretary-General is not aware of: 

 any member of staff of the Ombudsman providing information under Article 22(a) of the 
Staff Regulations; or  

 any OLAF investigation concerning the Ombudsman, or any person working in the 
Ombudsman's Office, in 2017. 
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Part IV: Declarations of the Authorising Officers by 
Delegation  

1. Declaration of the Authorising Officer by Delegation 

I, the undersigned, 

Head of the Personnel, Administration and Budget Unit,  

In my capacity as Authorising Officer by Delegation hereby declare that I have reasonable 
assurance that: 

1. The information contained in the report presents a true and fair view; 

2. The resources assigned to the activities described in the report have been used for their 
intended purpose and in accordance with the principle of sound financial management;  

3. The control procedures put in place give the necessary guarantees concerning the legality 
and regularity of the underlying transactions; 

4. The costs and benefits of controls are adequate.   

This reasonable assurance is based on my own judgment and on the information at my 
disposal, such as the results of self-assessment, ex-post controls and remarks by the Internal 
Auditor of the Ombudsman, as well as information derived from the reports of the Court of 
Auditors on financial years preceding that in which this declaration is made. 

I certify that I am not aware of any fact which has not been stated which could damage the 
interests of the institution of the Ombudsman. 

Strasbourg, 14 February 2018 

 

Alessandro Del Bon 
Head of the Personnel, Administration, and Budget Unit  
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2. Declaration of the Principal Authorising Officer by 
Delegation 

I, the undersigned, 

Secretary-General of the Ombudsman 

In my capacity as Principal Authorising Officer by Delegation hereby declare that I have 
reasonable assurance that: 

1. The information contained in the report presents a true and fair view;  

2. The resources assigned to the activities described in the report have been used for their 
intended purpose and in accordance with the principle of sound financial management;  

3. The control procedures put in place give the necessary guarantees concerning the legality 
and regularity of the underlying transactions; 

4. The costs and benefits of controls are adequate.  

This reasonable assurance is based on my own judgment and on the information at my 
disposal, such as the results of self-assessment, ex-post controls and remarks by the Internal 
Auditor of the Ombudsman, as well as information derived from the reports of the Court of 
Auditors on financial years preceding that in which this declaration is made. 

I certify that I am not aware of any fact which has not been stated which could damage the 
interests of the institution of the Ombudsman. 

Brussels, 14 February 2018 

 

 

Beate Gminder 
Secretary-General 
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Annexes 

Annex 1: Human resources and professional training charts  

A. Breakdown of human resources available to the Ombudsman 

In 2016, the European Ombudsman’s office carried out its first job-screening exercise in 
accordance with Article 50 of the Financial Regulation. Taking into account the size of the 
office, the methodology applied was the one developed by the European Commission as 
applied by agencies. 

The screening of jobs is a top-down and across-the board analysis of all jobs based on the 
organisational chart. The aim is to categorise the human resources according to the 
organisational role each job is serving: Administrative Support and Coordination; Operational; 
and Neutral. The categorisation of all jobs is undertaken with a specific interest in identifying 
the job evolution in each of the roles with a view to increasing the proportion of jobs dedicated 
to operational activities. 

In December 2017, the categorisation of jobs in the Ombudsman’s Office resulted in the 
following figures. 

Job-Type category Year N-1(%) Year N(%) 

Administrative support and 
coordination 29.9 29.6 

Operational 63.2 64.1 

Neutral 6.9 6.3 

 

 

 
Graphs 1, 2 and 3 below show the breakdown of the various categories of staff respectively by 
nationality, grade and gender. 
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Graph 1 - Nationality per grade: snapshot on 31 December 2017 
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Graph 2 - Gender per grade: snapshot on 31 December 2017 
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Graph 3 - Gender and nationality among managers: Snapshot on 31 December 2017 

 

 

 

IE: out of the three Irish managers, two occupied managerial positions in the Ombudsman's office before the appointment 

of the present Ombudsman. The third manager is her head of Cabinet and joined the office at the beginning of her 

mandate. 
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B. Number of days of professional training in 2017  

 

Graph 3 - Training days per person  

 

Graph 4 - Training days by grade 
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Graph 5 -Training days by gender 
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The following annexes are enclosed as separate documents. 

 
Annex 2: The Ombudsman's Operating Framework 
(PowerPoint Presentation) 

Annex 3: Report on budgetary and financial management for 
the financial year 2017 
 
Annex 4: Draft Annual Report 2017 of the European 
Ombudsman 

The Ombudsman shall submit to the European Parliament a report on the outcome of his /her 
inquiries every year. The Annual Report of the European Ombudsman for 2017 is scheduled to 
be officially presented to the European Parliament in May 2018. A draft version is attached to 
the present report. 

The report will subsequently be made available in all languages in the following section of the 
Ombudsman’s website: 

http://www.ombudsman.europa.eu/en/activities/annualreports.faces 

 

Annex 5: Putting it Right? How the institutions responded to 
the Ombudsman in 2016 

also available on line at: 

https://www.ombudsman.europa.eu/en/cases/followup.faces/en/87679/html.bookmark  

 

  

http://www.ombudsman.europa.eu/en/activities/annualreports.faces
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